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I acknowledge the use of Grammarly (https://www.grammarly.com/) on 4th of March 2025 to check my spelling using the prompt(s): 
1.Please check the following text for grammar and spelling. I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence. 

I acknowledge the use of ChatGPT (https://chatgpt.com/) on 2nd March 2025 to guide my essay structure, using this prompt:  

1.Please suggest a structure format for my essay that would align with Gibb’s Reflective Cycle (1988) to help me identify key headings.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.










Reflective Analysis of Hotel Reception Placement
Introduction
This reflective analysis explores my ten-week placement at Coldra Court Hotel, where I had the opportunity to shadow supervisory roles across reception, food and beverage, and housekeeping departments. The purpose of this placement was to gain practical insight into hotel operations from a supervisory perspective, with a particular focus on reception duties. Throughout this experience, I engaged with various operational tasks including guest check-in and check-out procedures, payment processing via Opera, car park charging, emergency reporting, pre-authorization refunds, and daily hotel checklists.
For this assignment I have chosen to utilise Gibbs' Reflective Cycle (1988) as a methodological framework. Gibbs' model provides a structured approach to reflection with six distinct stages: description, feelings, evaluation, analysis, conclusion and action plan. This reflection process helps me take into consideration both objective events and subjective experiences, ultimately leading to actionable improvements for future practice. By going through these stages, I will critically analyze my experiences, the challenges I encountered, and the professional skills I developed during this placement.
For this placement, my learning goals have been: 
1. Get better at handling complex transactions at the front desk
2. Improve my time management skills when things get busy
3. Master complex technological systems that generate reports
4. Improve creativity with solving guest problems
5. Grow confidence in leading other by shadowing my supervisor
Reflection on Experiences and Personal Development
During my placement, I transitioned from a purely observational role to one with increasing responsibility, particularly while shadowing supervisors at the reception desk. Initially, my responsibilities involved basic operational tasks but gradually expanded to include more complex duties such as handling guest complaints, managing occupancy reports, room allocations and coordinating with other departments. At the beginning of the placement, I experienced considerable anxiety when dealing with challenging situations, particularly when facing dissatisfied guests. I often felt unprepared and insecure when handling financial transactions and creating cashiering reports without prior experience. However, as I gained more exposure and guidance from experienced staff, my confidence gradually increased. The most rewarding moments came when I successfully resolved guest issues independently or contributed meaningfully to team efforts during busy periods. The reception role provided me with insights into the hotel departments connect with each other and the importance of effective communication in between them. The opportunity to shadow supervisors was particularly beneficial, as it exposed me to decision-making processes and problem-solving approaches that aren't visible in standard operational roles. 
In combination with Gibbs' Reflective Cycle (1988) , I often applied Schön's (1997) concepts of "reflection-in-action" and "reflection-on-action". When facing challenges like guest complaints, I engaged in reflection-in-action by drawing on previous work experiences from industry and theoretical knowledge from university to inform my reaction and responses. After shifts, I took time to practice reflection-on-action of situations that caused anxiety or uncertainty, identifying what triggered these feelings, and considering alternative ways of dealing with the issues in the future. This reflective practice has been very helpful to me, and it also aligns with research from Stierand et al. (2015) observation that young managers learn primarily through reflecting on work experiences. On reflection, my placement provided me with both deep learning patterns through challenging situations and surface learning through guided instruction from other supervisors. The placement's varying demands, from routine tasks to crisis management, provided a balanced learning environment that nurtured both types of learning for me( Elshaer and Huang, 2023). 
Critical Analysis of Work-Based Skills and Technical Knowledge
Throughout the placement, I developed several key competencies essential for supervisory roles in hospitality. Following Moncarz's (2004) identification of financial management as a core competency for hospitality professionals, I recognized this as an area needing development. Creating cashiering reports initially caused anxiety, but with guidance and practice, my confidence grew. My university coursework in proved relevant, providing terminology and concepts that enhanced my understanding of pricing strategies and revenue optimization in practice. The hospitality industry's fast-paced nature requires the ability to perform effectively under pressure (Bernsen et al., 2009). During unexpectedly busy periods when the hotel was short-staffed, I learned to reorganize responsibilities and prioritize tasks while maintaining composure. These experiences align with Bernsen et al.'s (2009) finding that pressuring work environments can foster deep learning strategies where individuals are intrinsically motivated to understand underlying processes and connect new information with existing knowledge. The rotational structure of my placement necessitated quick adaptation to different departmental roles every few weeks. This experience reinforced Abukhait et al. (2021) assertion that workplace adaptability demonstrates resourcefulness and analytical thinking. Moving between reception and housekeeping illuminated the critical importance of interdepartmental communication, particularly regarding room status updates, which directly impacts guest satisfaction. My technical skills expanded significantly through engagement with various hotel management systems. Beyond basic Opera functions for check-ins and check-outs, I have learnt  advanced features related to marketing, accounting, and reservations. This experience reinforced Bilgihan et al. (2014) argument that hospitality leaders must master relevant technologies to deliver efficient service.

Reflection on Organisational Issues
One significant organizational challenge I observed was the hotel's approach to problem-solving during busy periods. While standard procedures existed for common issues (offering percentage discounts for service failures), unique situations required creative solutions. During a fully booked weekend, I witnessed how rigid adherence to standard procedures nearly resulted in dissatisfied guests celebrating their anniversary. The couple made a reservation that didn’t come up in our systems and we would have had to apologise and offer a reservation at a later time- which would have ruined the guests plan for a perfect proposal. A colleague proposed converting their balcony into a private dining space and saved the day, highlighting how important it is to feel empowered and think outside the box.  As Chung-Herrera et al. (2003) note, the customer-focused nature of hospitality continuously presents new challenges requiring creative solutions. Stone et al (2017) framework for critical thinking, focusing on clarity, creating mindful solution lists, and evaluating actions, provides a valuable structure for developing these problem-solving skills. 
The conclusion stage of Gibbs' cycle prompted me to consider alternative approaches the hotel could implement to foster creative problem-solving while maintaining service standards. This reflection led me to recognize that staff would benefit from training sessions on real world case studies where staff collectively analyze unusual but real guest scenarios and develop creative solutions. 
Conclusion and Action Plan
This placement experience has significantly enhanced my understanding of supervisory roles in hotel operations, particularly in reception. Through applying reflective practice, I've developed essential skills in financial management, pressure handling, adaptability, technological proficiency, and time management. The final stages of Gibbs' Reflective Cycle are very valuable for my professional development as they reflection into future actions. I've identified specific areas for development by following  Li et al.(2013)’s observations about the necessity of balancing theoretical knowledge, practical skills, and self-knowledge:
Deepen my understanding of revenue management and financial analysis through finance courses within the next six months. Actively practice critical thinking  by documenting challenging scenarios and analyzing alternative solutions, creating a personal case study portfolio over the next year. Seek opportunities to lead small teams or projects to develop my leadership style and confidence, aiming for at least two leadership opportunities in the coming year. Establish connections with industry professionals through LinkedIn and industry events to broaden my perspective and create potential employment opportunities. Maintaining a weekly reflective journal to analyze workplace experiences and track progress against my action plan.
By implementing this action plan and continuing to reflect on my work experiences, I aim to fill any gaps in my professional development and position myself as the best candidate for future supervisory roles in the hospitality industry. 
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